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Everything you need to 
now about our Services 

to Owner Occupiers 
k





This Written Statement meets our obligations as set out in the 

Property Factors (Scotland) Act, to make sure you have all the 

information you need.

It is not intended to be a legally binding agreement. Rather, it 

describes our responsibilities in simple and transparent terms, our 

responsibilities as your factor.  We are a registered factor with the 

Scottish Government. Our registration number is PF000279 and 

you will see our registration number on future correspondence. 
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Contact Us 
For more information on any of our services
Please telephone: 01475 630930

E-mail: info@larkfieldha.org.uk
Website: www.larkfieldha.org.uk

Visit or write to us:  14 Lothian Road, Greenock. PA16 OPG
Opening Hours:    Monday, Tuesday, Thursday and Friday 9.00am to 4.00pm
                               Wednesday 9.00am to 12.30pm.     
 Closed Wednesday afternoon
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Our authority to act as your factor
You’ll find everything you need to know 
about your rights and responsibilities 
as a factored home owner in a legal 
document called a Deed of Conditions 
which is part of your title deeds. Your 
solicitor should have discussed your 
title deeds with you when you bought 
your property. 

The Deed of Conditions which was 
granted by Scottish Special Housing 
Association (recorded 20th December 
1973) makes reference to a common 
responsibility for the maintenance,
repair and renewals to common areas 
within the following locations:-

Durham Road, Chester Road, York 
Road, Westmorland Road, Cumberland 
Road, Suffolk Road, Norfolk Road, 
Warwick Road, Lincoln Road,
Pembroke Road, Oxford Road, Dorset 
Road, Lothian Road , Banff Place, 
Berwick Place, Nairn Road, Berwick 
Road, Caithness Road, Auchmead
Road, Essex Road. 

Contained within these common areas 
are various footpaths, shrubbery,
trees, grass, hard landscape areas 
and raised walkways. Maps have been 
enclosed with this pack which will 
provide you with a description of the 
use and location of the area and land 
to be maintained. 

 

 

 

 

The Association recognises that the 
owners are now the majority within 
these areas which have been managed 
by the Association and in the absence 
of any written factoring agreement our 
continued authority to act is supported 
by custom and practice.   

Within the requirements of Clause Ninth 
of the Deed of Conditions and now 
that owners are in the majority within 
the area managed the Association 
recognises:
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The need to consult on 
any proposals before work 
commences and

To obtain a majority decision 

2
before proceeding with any 
contract. Such a majority 
decision is in relation to the 
total number of properties 
within the area, which 
includes both rented and 
owned properties.

Where owners, by their 

3
refusal to allow necessary 
works to proceed, put life and 
limb at risk, the Association 
will take such legal and other 
action as necessary to ensure 
that such risk is minimised.

1
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Delegated authority 
For owners living in a flat within a 
“4 in a block” building and where 
the Association owns any one flat 
within the building, the owners
titles authorise the Association to 
carry out necessary maintenance, 
repairs and renewals and to
recover the shares due by the
other owners. 

 

 
 

When we don’t need 
your permission
In situations where there is a risk 
to your health and safety and that 
of neighbouring residents, we can 
go ahead with necessary repairs 
to protect all residents and their 
properties. In such cases we will 
inform you of any work which has 
been instructed within your block 
or to any common areas within 
the estate.

Our Core Services
Larkfield Housing Association
provides land management services 
for the maintenance of common areas 
of land within the Larkfield estate, 
which are not the responsibility of 
either Inverclyde Council or River 
Clyde Homes.  We ensure that the 
maintenance of the common areas 
are properly maintained, thereby
ensuring that the legal obligations 
that fall to you (as an owner occupier) 
and the Association are being met.

 

 

As part of our administration fee, 
we provide the following services to 
owners:

• Access to our local office to report 
and deal with emergency and 
routine repairs;

• Monitoring of landscape 
maintenance contracts on 
owners’ behalf;

• Pre and post inspection of works; 

• Issuing of annual bills and 
maintaining owners accounts;

• Apportioning costs and liaison 
with solicitors regarding sales  
and changes in ownership;  

• Debt recovery management;

• Co-ordinating tenders for larger 
repairs where necessary;

• Consulting with owners on 
matters of common interest;

• Inspecting common areas and 
encouraging owners to meet   
any legal requirement relating  
to their property.

In circumstances where the
Association owns any one flat or 
house within your block or building 
you may also be able to access our 
common repairs service. Your title 
deeds normally tell you about your 
rights and responsibilities for the 
common property and your shared 
responsibilities for the whole building. 
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We will deal with maintenance works  
within the following timescales
Emergency or Urgent Reactive 
Maintenance Works
Reactive maintenance works of an 
emergency nature -  or work requiring 
urgent attention to remove an existing 
safety hazard to residents, staff or 
members of the public must be carried 
out within the priority allocated to them.

Emergency repairs:
we will come out within 2 hours of the 
repair being reported and have the 
work completed within 24 hours 

Urgent repairs:
will be completed within 2 days   
of being reported. 

Routine Reactive 
Maintenance Works

General routine repairs:
will be completed within 10 days of 
being reported.

You can report a 
shared repair by any of 
the following methods
Telephone calling us on 01475 630930. 

You can also report it by visiting our 
office at 14 Lothian Road, Greenock 

You can e-mail routine repairs -  
info@larkfieldha.org.uk 

or by accessing our website -   
www.larkfieldha.org.uk
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Customer Service Standards 
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Larkfield OwnersAnnual LandscapingMaintenance Charge
We will be issuing annual maintenance charges to our owner
occupiers at the start of April 2013, for the period 1st April 2012 to
31st March 2013. The charge is for the maintenance of common
areas (footpaths, walkways and grassed areas) within the area
which is the collective responsibility of Larkfield owner occupiers
(including Larkfield HA) and not Inverclyde Council or River Clyde
Homes owners. 

You will be given six weeks from the date of your invoice to make
your payment. If you bought your house during the year, please
contact our office with proof of your date of entry (if you have not
done so already) and we will recalculate the sum due. Your bill
should be paid using your Allpay card which can be used, for
instance, at Post Offices, Spar outlets and any other outlet displaying
the Paypoint symbol.

Owner occupiersUpdate on legal actions Whilst the majority of owners do pay their maintenance charges on
time we were forced to take court action this year against a small
number of owners for non payment of charges. A number of Decrees
have now been awarded by the Court. The costs of these legal
actions are borne by the owner and not the Association and legal
expenses and interest have now been added to the outstanding
balances. Outstanding bills for the previous year are currently being
assessed for court action and it is therefore in your best interest to
ensure that your bill is paid in full by the due date. We are aware that some of our customers may occasionally
have difficulty paying their bills. We are here to help and will discuss
re-payment options with anyone experiencing financial difficulties. 

Office Closure
Our office will be closed forEaster on Friday 29th Marchand Monday 1st April, 2013.Our office will also be closed onthe following public holidays:
Monday 6th May, 2013,Friday 24th May, 2013 andMonday 27th May, 2013.

Estate ManagementThe Association would like toremind residents that the staff willbe out and about over the nextfew months around the estate.Please ensure that your gardenand common areas are kept ingood condition. Help keep theestate looking good by placingas much rubbish into yourwheelie bins as you can. Wheeliebins, bin bags or other rubbishshould not be left in the commonclose or common areas. If youhave any large household itemsto be uplifted, please contactthe Cleansing Department on01475 717171. 
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creating a better neighbourhood

MARCH 2013

larkfield news

Welcome to our

March edition of

Larkfield News.

In it you will find

key information

about the extra

rent-free week, the

annual rent increase, Larkfield

joining the Inverclyde Common

Housing Register and

information on the bedroom tax. 

On behalf of the Committee

of Management and all the

staff at Larkfield Housing

Association I wish you a happy

and peaceful Easter.

Moira McBride, Chairperson.

Welcome to our

Spring newsletter

Larkfield, Braeside & Branchton

Community Council are

organising a fun day to celebrate

the official opening of the new

Community Play Area at Burns

Square. Aileymill and St Andrew’s

primaries are running a

competition to name the park

and this will be unveiled on the

day. There will be stalls, raffles,

food and drink and lots of

entertainment. We are hoping to

have a local radio station attend

to report on proceedings. The fun

starts at 12:00 on Saturday 30

March 2013 so come along and

enjoy the day!

Play Park Opening

BREAKING

NEWS – EXTRA

RENT-FREE

WEEK

The Association is pleased to

announce an extra rent-free

week this year and this will

take place on the first charge

week beginning Monday 1st

April 2013. So this year you

will have five rent-free weeks

instead of four! As usual the

rent-free weeks are only for

tenants with clear rent

accounts. All those who have

arrangements to clear

arrears must keep paying

as usual. 
This means that this

year’s rent increase will be

effective from the week

beginning Monday 8th

April, 2013. You will have

received a letter informing

you of your new updated

rent charge.

If you have any concerns

about your rent payments

please contact Sharon

Rowatt, Housing Officer,

at our office on 01475

630930.

Our aim is to deliver high quality
and cost efficient services which are 
tailored to meet your needs.

All owners will be issued with a copy of 
the Association’s quarterly newsletter 
and annual summary accounts to
encourage greater understanding
of the Association’s work and to
encourage feedback from owners.

All owners will be issued with an
individual annual account and invoice 
for their property detailing costs
incurred during the financial year.

We will respond to your letters, faxes, 
e-mails and text messages within five 
working days. If for any reason we are 
unable to provide a full response within 
this time, we will inform you of this and 
provide you with regular updates of 
progress. 

Your Rights, Our promise
1 We will put our customers first

2 We will keep red tape to a 
minimum and reply to enquiries in 
a plain and informative style

3 We will respond to all enquiries in  
a courteous and helpful manner

4 We will try to give customers   
other options to consider if we 
cannot help

5 We will provide efficient, value for 
money services

6 We will take any complaint made 
about our services seriously and 
inform customers of the outcome 
of any investigation

7 We will ensure all customers 
are afforded the same equal 
opportunities and we will promote 
an environment of respect, 
understanding and encourage 
diversity.

Your Responsibilities

1 We ask that you afford the same 
courtesy and respect to any 
members of staff or Committee 
members during interviews etc 
that is afforded to you in line with 
the above principles

2 We ask that you respect the 
privacy of others

3 We trust that all business with this 
Association can be conducted in 
a climate of mutual respect and 
courtesy to all

4 If you have a grievance, we trust 
that you will use the Association’s 
Complaints Procedures
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Financial and Charging Arrangements
How costs are shared

The separate letter enclosed with this 
pack details your share of the charges 
for your property.
 
For the landscape maintenance
contract, the total cost of the works is 
divided by a total of 960 houses within 
the area (tenants and owners). The 
Association is responsible for the costs 
involved for tenants and recovers this 
through the rent charged each week.
 
So, for example, if the total cost of the 
works was £1,000 and there were 50 
tenants and 150 owners within the 
area, the costs per house would be 
£5.00. The Association’s share would 
be £5.00 x 50 tenants = £250.00 and 
each owner would be charged £5.00 
plus the applied administration charge.
   

 

Our Administration Charge

We bill you what our contractors 
charge us, as set out in our contract 
with them. We do not receive any 
additional benefit or commission. We 
charge all owners a flat rate £10.00 
annual administration charge. This 
charge covers staff time involved 
in organising contracts, monitoring 
works and answering enquiries. It 
also covers a share of our office costs, 
overheads  and “lost” interest as the 
Association pays for repairs “up front” 
and only bills you at the end of the 
year after all the accounts have been 
paid by us. The administration charge 
is liable for VAT at the standard rate of 
20%.
 
We review the administration charge 
as part of our budget process. It is 
reviewed annually by our Committee 
of Management, taking account of the 
economic climate and the demands on 
our services from owners. We aim to 
keep costs as competitive as possible. 
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Billing
We issue our common maintenance 
bills annually, by post, in March/April of 
each year. This covers the cost of your 
share of the landscape maintenance 
contract and any additional works 
carried out. We will also provide you 
with a detailed statement showing a 
breakdown of the work done, when 
it was carried out, the location of the 
work, the total cost and your individual 
share.  

If you have shared repairs carried out 
to your property, we will send you a 
separate bill, showing a breakdown 
of the work done, when it was carried 
out, the total cost and your individual 
share. We aim to issue this bill 
within one month of the work being 
completed.

Where major improvement work is 
requested by owners, we normally 
need payment in advance. In these 
circumstances, we can hold the funds 
in trust until the work is completed, 
or by some other mutually-agreed 
arrangement.

If you have a query about the charges 
in any of your bills, please contact us. 
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Ways to pay your charges
If you have an allpay card you can 
pay your charge using the following  
methods:

Telephone
You can use your allpay card to make 
payments using credit or debit card.

Please phone allpay 24 hour  
automated service on 0844 557 8321.

Direct Debit:
If you wish to pay your rent by Direct 
Debit please contact a member of 
the housing management team, 
who can set this up over the 
telephone or in person with you.  All 
you need is your bank account and 
sort account number.

Making Payment Locally
payments can be made at any 
Post Office or PayPoint outlet 
using your allpay card.  Outlets will 
accept cash, credit or debit card 
payments.

Visit www.allpay.net/outlets for 
a list of PayPoint and Post Office 
locations in your local area.

Internet
You can make a payment to your 
rent account via the internet using 
your allpay card and credit/debit 
card.

Just log onto
www.allpayments.net and follow 
the online instructions.

If you prefer to spread the cost of your 
annual charge over the year you can 
pay your charge in advance of the 
bill being issued by making weekly or 
monthly payments using your allpay 
card or setting up a Direct Debit.

If you prefer to pay by Bank Standing 
Order, please contact our office for this 
to be arranged.

If you do not have an allpay card then 
please contact our office for further 
assistance.
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Debt Recovery Management
We take a firm, but sensitive approach 
to arrears recovery and we will take 
action as early as possible to prevent 
non-payment from developing into a 
problem. We will:

1 Advise you of the outstanding 
balance and urgent need of 
settlement

2 Advise you of the potential 
consequences of non-payment, 
including legal action

3 Invite you to contact us to 
establish any reasons for non-
payment

4 Send you a reminder letter if you 
have an outstanding balance

If you fail to pay your outstanding 
balance by the required date you will 
receive a reminder letter. If your bill is 
still outstanding we will apply a £15 
late payment charge to your account 
for each subsequent reminder letter 
and any costs the Association has to 
incur in any legal proceedings.

We will only consider taking court 
action after we have exhausted all 
other options and we will inform you at 
this point that it is our intention to take 
court action if the debt is not cleared.

Our full debt recovery procedure is 
available online at    
www.larkfieldha.org.uk or on request 
at our office.

You are obliged to pay your bill within 
6 weeks of receipt of the invoice.
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Having difficulty paying? 
We are aware that some of our 
customers may occasionally have 
difficulty paying their bills. We are here 
to help and will discuss re-payment 
options with anyone experiencing 
financial difficulties.

Please note the services highlighted 
below provide assistance to people 
who wish advice on all social security 
benefits, help with form filling and 
general money and budgeting advice. 

Financial Fitness Service Tel
01475 729239 (www.financialfitness.ik.com)

Money Matters Tel
01475 715965

Citizens Advice Scotland Tel
0844 848 9600 (www.adviceguide.org.uk/scotland/debt_s.htm)

Money Advice Scotland Telephone
0141 572 0237 (info@moneyadvicescotland.org.uk)

National Debtline Telephone
0808 808 4000 (www.nationaldebtline.co.uk)

Assoc. of British Credit Unions
www.abcul.org/home
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Complaints 
Larkfield Housing Association is
committed to providing high-quality 
customer services. If something goes 
wrong or you are dissatisfied with our 
services, please tell us. We value your 
feedback and use this information to 
help us improve our services. You can 
complain in person at our office, by 
phone, in writing, e-mail or by using 
our complaints form. Our aim is to 
deal with enquiries and complaints 
quickly and as fully as possible and 
we will keep you informed if we require 
additional time to respond.

Our complaints procedure has two 
stages:

 

Stage 1- Front Line Resolution Stage

we aim to resolve complaints quickly 
and close to where we provided the 
service

we will give you our decision within  
5 working days or less.

Stage 2 - Investigation Stage 

deals with complaints that have 
not been resolved at stage 1 and 
those that are complex and require 
detailed investigation

when using stage 2 we will 
acknowledge receipt of your 
complaint within 3 working days

we will discuss your complaint with 
you to understand why you remain 
dissatisfied and what outcome you 
are looking for

we will give you a full response as 
soon as possible normally within 20 
working days.

Copies of our complaints policy and 
leaflet are available online at  
www.larkfieldha.org.uk  and on 
request at our office.
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The Homeowner 
Housing Panel
Once our internal process has been 
exhausted, if you are still dissatisfied 
with our decision or the way we dealt 
with your complaint, you can ask the 
Homeowner Housing Panel to look
at it. The Homeowner Housing Panel 
is the independent group, appointed 
by the Scottish Government, set
up to review complaints against
registered property factors. For further 
information you can contact the
Homeowner Housing Panel directly at 
the following address:

 

 
 

 

The Homeowner Housing Panel  
Europa Building 
450 Argyle Street
Glasgow G2 8LH

Telephone:  0141 242 0175
Fax:             0141 242 0141
E-mail:       
hohpadmin@scotland.gsi.gov.uk

Declaration of interest
Unless every flat or house in your block 
is privately owned, Larkfield HA will still 
have an interest in your building as an 
owner. This means that Larkfield HA 
also has rights and responsibilities in 
terms of looking after and paying for 
the upkeep of the shared parts of the 
building and shared land within the 
estate.
 

Changing Property/
Land Manager  
If you wish to consider changing 
property manager, this can be taken 
forward by a majority of the owners 
within a block. In respect of the 
landscape maintenance contract a
majority of the owners across the estate 
would be required.

You can arrange a meeting of all the 
owners to discuss your property/land 
management options

At the meeting, vote for your choice of 
manager

Agree a date for the management 
responsibilities to pass, if a new
manager is appointed. 

 

 





PART OF THE LINK GROUP
Larkfield Housing Association Limited is a Charity registered 
in Scotland No. SC042066

Registered as a Friendly Society under the Industrial and 
provident Societies Act 1965 No. 2509 R (S)

Registered with the Scottish Housing Regulator and in the 
Register of Housing Associations No. HCB 293

Registered with the Scottish Government in the Property 
Factor Register No. PF000279 


